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Background of the Survey

The Student Satisfaction Inventory (SSI) is a survey project conducted by USA
Group/Noel-Levitz. The 1999 survey marks the fourth consecutive year of participation by
Messiah. A copy of the 1999 survey instrument isincluded later in this analysis.

The main goa of this survey project is “to measure the strength of student expectations
about their college experience, as well astheir level of satisfaction with those experiences.”
These measurements are taken and ranked in three different areas: (1) Importance score (level of
importance to the student); (2) Satisfaction score (level of student satisfaction); and Gap score
(difference between Importance score and Satisfaction score). The larger the gap score, the more
indication that students’ expectations are not adequately being met. Importance and Satisfaction
responses are given on ascale from 1 to 7, with 7 being the best score.

A second goal isto compare these three measurement scores with other comparable
institutions to see if there are any noticeable areas of strength or concern.

Analysis of this survey has been broken down into various subsections including such

areas as “ Academic Advising Effectiveness,” “Campus Climate,” “Instructional Effectiveness’
and others.

Conducting the Survey

Under the current schedule, Messiah College has participated annualy for the last four
yearsin the SSI study. Thisyear’s survey was conducted during the fall semester. The student
sampl e selection involved 400 students, with survey instruments distributed viawork study
supervisors for their work study students. The goal of this method was to increase the response
rate for this survey. An effort was made to try to maintain relatively equal class representation
for al four classlevels.

Response Rates

Having individuals reply to survey requests is always a daunting process. This year was
no exception. Of the near 400 students surveyed, 136 responded, a response rate of 34%.

Comparison Groups

The SSI study included one comparison group for Messiah. This comparison group
included the national group means of all four-year private institutions. A total of 261,934
students are included in the four-year private norms.



Summary

A myriad of issues were addressed through this study. Analysisindicates some
noticeabl e strengths and areas of concern expressed by students.

Messiah students had expectations met or exceeded in afew areas. It should be noted,
however, than meeting or exceeding expectations is not equivalent to the student being highly
satisfied, just that the areais doing a better job than the student thinks it needsto do. Some areas
where expectations were met or exceeded include: (1) variety in intramural activities; (2)
helpfulness of the bookstore staff; (3) helpfulness of the student handbook; (4) quality
maintenance of the campus; and (5) school spirit as aresult of the intercollegiate athletics
program. Studentsindicated a high level of satisfaction with the campus maintenance and the
intramural activities.

While certain expectations were met, there were also afew areas of concern expressed by
students. Those areas of concern are calculated by a significantly large gap score (i.e.,
significantly lower satisfaction levels compared to the level of importance). Inadequate financial
aid being available to students was the issue of highest concern with a gap score of 2.05. The
competency of staff in the health services areawas a so questioned, where the gap score was
1.80. Messiah women indicated slightly lower satisfaction levels than men. In these two areas,
Messiah’s gap scores were significantly worse than comparison institutions (Financial Aid - 2.05
vs. 1.73; Health Services Staff - 1.80 vs. 1.08). Also the worthwhileness of paid tuition was a
high concern to Messiah students. Other areas of concern included the ability to register for
needed classes with few conflicts, and the college billing policy.

Additional summaries of strengths/weaknesses as well asissues of high and low
importance and satisfaction can be found on the following pages under “ Genera Summary
Analysis.”



Demogr aphics

Of the 136 students who participated in this study, 26.9% were men and 73.1% were
women. This represents about a 12-13% over-sample of women since our college male/female
ratio is 39%/61%.

A relatively accurate ethnic sample completed this year’ s survey. Below isthe ethnic
composition of respondents.

Ethnicity/Race Respondents
African-American 2.3%
American Indian or Alaskan 0.0%
Native

Asian or Pacific Islander 3.8%
Caucasian/White 87.2%
Hispanic 0.8%
Other race 1.5%
Prefer not to respond 4.5%

Each of the respondents indicated being enrolled full-time at Messiah, and each also
indicated working either full-time or part-time on or off campus. The mgority (88.6%) indicated
being employed part time on campus.

Effort was made to maintain equal percentages of respondents from each classlevel. The
results of this effort indicate that upperclassmen were more likely to respond to the survey
request than underclassmen.

ClassLeve Respondents
Freshman 16.4%
Sophomore 24.6%
Junior 27.6%
Senior 31.3%
Other 0.0%




College performance is considered by this study to be an important demographic. Asa
result, “Current GPA” was requested and reported. Of course, some of the freshmen did not yet
earn any credits as of the midpoint of their first fall semester. However, the highest percentage of
those responding had a GPA of 3.0 or above.

Current GPA Respondents
No credits earned 10.6%
1.99 or below 0.0%
2.0-249 3.0%
25-2.99 16.7%
3.0-3.49 41.7%
3.5 or above 28.0%

Finally, one last demographic, that of the student’s educational goal was asked. While
the mgjority of studentsindicated their goal was abachelor’ s degree, alarge percentage also
indicated planning to attain a master’s degree or a doctorate/professional degree.

Educational Goal Respondents
Associate Degree 0.8%
Bachelor’s Degree 57.5%
Master’s Degree 23.9%
Doctorate or professional degree 14.2%
Certification (initial/renewal) 2.2%
Self-improvement/pleasure 0.0%
Job-related training 0.8%
Other educational goal 0.8%




General Summary Analysis

Analysis of this survey has been broken down into various subsections for more in-depth
anaysis. A listing of these categories along with scores for each islisted below.

Table0.1- Analysisby Categorical Area
Importance | Satisfaction | Gap Score
Academic Advising Effectiveness 6.38 5.74 0.64
Campus Climate 6.28 5.45 0.83
Campus Life 5.89 5.40 0.49
Campus Support Services 5.92 5.61 0.31
Concern for the Individual 6.35 557 0.78
Instructional Effectiveness 6.43 5.64 0.79
Recruitment and Financial Aid 6.19 5.04 1.15
Registration Effectiveness 6.12 5.04 1.08
Safety and Security 6.20 5.22 0.98
Service Excellence 6.12 5.25 0.87
Student Centeredness 6.35 5.44 0.91




Table0.2—-Top 10 Areas Where Expectations are Not Being M et

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

Adequate financial aid isavailable for

most students 6.56 | 451 | 205 | 640 | 467 | 1.73

The staff in the health services area are

6.24 |1 444 | 1.80 | 581 | 473 | 1.08
competent

| am able to register for classes | need with 656 | 483 | 173 | 6.49 | 203 | 156

few conflicts
Tuition paid is aworthwhile investment 6.62 | 491 | 1.71 | 6.47 | 475 | 1.72
Billing policies are reasonable 6.09 | 449 | 1.60 | 6.10 | 4.50 | 1.60

Financia aid awards are announced to
studentsin time to be helpful in college 6.40 | 498 | 142 | 6.22 | 470 | 1.52
planning

The amount of student parking space on

: 558 | 417 | 141 [ 591 | 3.72 | 219
campus is adequate

Security staff respond quickly in

. 652 | 513 | 1.39 | 6.22 | 465 | 1.57
emergencies

Financial aid counselors are helpful 6.16 | 495 | 1.21 | 6.17 | 482 | 1.35

Faculty are fair and unbiased in their

treatment of individual students 6.49 | 529 | 1.20 | 6.41 | 5.08 | 1.33




Table 0.3 —-Top 10 College Strengths

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap
A variety of intramural activities are 532 | 590 |-058 | 485 | 482 | 0.03
offered
Bookstore staff are helpful 527 | 551 [-0.24 | 5.74 | 5.17 | 0.57
The student handbook provideshelpful | 556 | 541 | 915 | 566 | 515 | 0.51
information about campus life
On the whole, the campus is well- 6.16 | 6.26 | -0.10 | 6.20 | 5.48 | 0.72
maintained
Theintercollegiate ahletic programs | 553 | 533 | 010 | 521 | 443 | 0.78
contribute to a strong sense of school spirit
Library staff are helpful and approachable | 5.80 | 5.89 [ -0.09 | 5.86 | 5.32 | 0.54
Males and females have equal
opportunities to participate in 574 1 579 [-0.05] 541 | 5.11 | 0.30
intercollegiate athletics
Tutoring services are readily available 549 | 547 | 0.02 | 590 | 5.21 | 0.69
Thisinstitution has a good reputation 6.30 | 6.14 | 0.16 | 6.22 | 5.65 | 0.57
within the community
This campus provides adequate 6.27 | 608 | 019 | na | ma | na
opportunities for involvement in ministry




Table0.4—-Top 10 Most Important

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The content of the courses within my

C 6.73 | 582 | 091 | 6.62 | 550 | 1.12
major isvaluable

Theinstruction in my major field is

6.68 | 563 | 1.05 | 6.60 | 5.45 | 1.15
excellent

The campusis safe and secure for all

6.63 | 6.13 | 050 | 6.44 | 545 | 0.99
students

My academic advisor is knowledgeable

: ; ) 6.62 | 5.86 | 0.76 | 6.47 | 5.49 | 0.98
about requirementsin my major

Tuition paid is aworthwhile investment 6.62 | 491 | 1.71 | 6.47 | 475 | 1.72

It is an enjoyable experience to be a

student on this campus 6.61 | 595 [ 0.66 | 6.35 | 5.26 | 1.09

Nearly al of the faculty are knowledgeable

intheir field 6.59 | 599 [ 0.60 | 655 | 5.74 | 0.81

The quality of instruction that | receivein

; 6.58 | 563 [ 0.95 [ 654 | 543 | 1.11
most of my classesis excellent

Adequate financial aid isavailable for

most students 6.56 | 451 | 205 | 6.40 | 467 | 1.73

| am able to register for classes | need with

. 6.56 | 483 | 1.73 | 6.49 | 493 | 1.56
few conflicts




Table0.5-Top 10 Most Satisfied

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

On the whole, the campusis well-

e 6.16 | 6.26 | -0.10 | 6.20 | 548 | 0.72
maintai ned

Thisinstitution has a good reputation

e : 6.30 | 6.14 | 0.16 | 6.22 | 5.65 | 0.57
within the community

The campusis safe and secure for all

6.63 | 6.13 | 050 | 6.44 | 545 | 0.99
students

This campus provides adequate

- : C 6.27 | 6.08 | 0.19 | n/a | nla | n/a
opportunities for involvement in ministry

| am able to experience intellectual growth

652 | 6.05 | 047 | 643 | 552 | 0.91
here

My academic advisor is approachable 6.54 [ 6.01 | 0.53 | 6.40 | 553 | 0.87

Thereis acommitment to academic

: 6.46 | 6.01 | 045 | 6.37 | 543 | 0.94
excellence on this campus

Nearly al of the faculty are knowledgeable

intheir field 6.59 | 599 [ 0.60 | 655 | 5.74 | 0.81

It is an enjoyable experience to be a

student on this campus 6.61 | 595 [ 0.66 | 6.35 | 5.26 | 1.09

| can easily get involved in campus

. 6.16 | 593 [ 0.23 | 5.76 | 5.21 | 0.55
organizations
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Table0.6—Top 10 Least Satisfied

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The amount of student parking space on

: 558 | 417 | 141 [ 591 | 3.72 | 219
campus is adequate

The staff in the health services area are 624 | 244 | 180 | 581 | 273 | 1.08

competent

Billing policies are reasonable 6.09 | 449 | 1.60 | 6.10 | 4.50 | 1.60
Adequate financial aid isavailable for 656 | 451 | 205 | 6.40 | 267 | 1.73
most students

There are a sufficient number of weekend

activities for students 582 | 468 | 1.14 | 544 | 427 | 1.1/

The student center is a comfortable place

for students to spend their leisure time 552 | 474 1 0.78 | 5.70 | 482 | 0.88

| am able to register for classes | need with

. 6.56 | 483 | 1.73 | 6.49 | 493 | 1.56
few conflicts

Channels for expressing student

complaints are readiily available 596 | 488 [ 1.08 | 6.01 | 454 | 1.47

Tuition paid is aworthwhile investment 6.62 | 491 | 1.71 | 6.47 | 475 | 1.72

Administrators are approachable to

5791492 | 087 | 5.88 | 498 | 0.90
students
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Category 1: Academic Advising Effectiveness

Table 1.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.38 574 0.64
Comparison Group 6.29 5.30 0.99

Academic Advising Effectivenessis seen by Messiah students as the second most
important category, behind only Instructional Effectiveness. It is also seen asimportant to
students in our comparison group. Messiah students are generally fairly satisfied with the
academic advising, illustrated by the relatively low gap score of 0.64. Messiah students are also
dlightly more satisfied than comparison group students, whose gap score is 0.99.

Messiah students are most satisfied with the approachableness of their academic advisor.
The biggest, but not significant, concern facing these students is whether or not the academic
advisor is knowledgeable about requirements in their major.

Table 1.2 — Highest Unmet Expectations

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

My academic advisor is knowledgeable about

. . : 6.62 | 586 | 0.76 | 6.47 | 549 | 0.98
requirements in my major

My academic advisor helpsme set goalsto | ga5 | 514 | 071 | 596 | 479 | 117

work toward
Table 1.3 - College Strengths
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
My academic advisor is approachable 654 | 6.01 | 053 | 640 | 553 | 0.87
Major requirements are clear and reasonable 641 | 585 | 056 | 6.37 | 538 | 0.99

-12-



Table 1.4 —Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
My academic advisor is knowledgesbleabout | ¢ > | 585 | 076 | 647 | 549 | 0.98
requirements in my major
My academic advisor is approachable 654 | 6.01 | 053 | 640 | 553 | 0.87
My academic advisor is concerned aboutmy | ¢ 49 | 581 | 068 | 6.27 | 529 | 0.98
success as an individual
Table1.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
My academic advisor is approachable 654 | 6.01 | 053 | 640 | 553 | 0.87
My academic advisor is knowledgesbleabout | ¢ > | 585 | 076 | 647 | 549 | 0.98
requirements in my major
Major requirements are clear and reasonable 641 | 585 | 056 | 6.37 | 538 | 0.99
Table 1.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
My academic advisor helpsme set goalsto | ga5 | 514 | 071 | 596 | 479 | 117
work toward
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Category 2: Campus Climate

Table 2.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.28 5.45 0.83
Comparison Group 6.17 5.13 1.04

Campus climate refers to the overall student sense of belonging, reputation and opinions
of the college, and student views about different groups of employees.

Messiah students indicate a strong satisfaction in the commitment level of the college to
academic excellence. They also feel strongly that the campus is safe and that the Messiah has a
good reputation within the community. On the other hand, while Messiah students view the
following as important, they are much less satisfied: (1) the worthwhileness of their tuition
investment; and (2) the institution showing concern for the students as individuals.

Messiah men and women see equal importance in the issue of “worthwhileness’ of their
tuition investment. While, on average, they are also equally satisfied, 50% of men gave
satisfaction levels of 6 or 7 compared to only 39% of women.

Table 2.2 — Highest Unmet Expectations

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Tuition paid is a worthwhile investment 6.62 | 491 | 1.71 | 647 | 475 | 172

I seldom get the “run-around” when seeking

. . . 6.22 | 504 | 118 | 6.18 | 457 | 161
information on this campus

This institution shows concern for students as

individuals 646 | 534 | 1.12 | 634 | 522 | 112

Thereis a strong commitment to racial

: 6.13 | 503 | 1.10 | 599 | 5.06 | 0.93
harmony on this campus

Channels for expressing student complaints

are readily available 596 | 488 | 1.08 | 6.01 | 454 | 147

Table 2.3 - College Strengths

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

Thisinstitution has a good reputation within

. 6.30 | 6.14 | 0.16 | 6.22 | 565 | 0.57
the community

There is acommitment to academic excellence | 6.46 | 6.01 | 045 | 6.37 | 543 | 0.94

The campusis safe and secure for all students | 6.63 | 6.13 | 0.50 | 6.44 | 545 | 0.99
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Table2.4 —Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
The campusis safe and secure for all students | 6.63 | 6.13 | 0.50 | 6.44 | 545 | 0.99
Tuition paid is a worthwhile investment 6.62 | 491 | 1.71 | 647 | 475 | 1.72
Therg IS acommitment to academic excellence 646 | 601 | 045 | 637 | 543 | 0.04
on this campus
Table2.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
This |nst|tut|_on has a good reputation within 630 | 614 | 016 | 622 | 565 | 057
the community
The campusis safe and secure for all students | 6.63 | 6.13 | 0.50 | 6.44 | 545 | 0.99
Therg IS acommitment to academic excellence 646 | 601 | 045 | 637 | 543 | 0.04
on this campus
Table 2.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Channels for expressing student complaints | 596 | 48 | 108 | 601 | 454 | 147
arereadily available
Tuition paid isa worthwhile investment 6.62 | 491 | 1.71 | 647 | 475 | 1.72
Administrators are approachable to students 579 | 492 | 087 | 5.88 | 498 | 0.90
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Category 3: CampusLife

Table 3.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 5.89 5.40 0.49
Comparison Group 5.70 4.73 0.97

A few areas of strength are the variety and gender equality of intramural and
intercollegiate athletic activities, a helpful Student Handbook, and the ability to get involved in
campus organizations. WWomen see significantly more importance and more satisfaction in the
area of athletic gender equity; they indicate having their expectations met by the college.

Quality living conditions are deemed as very important to Messiah students, much more
important than at comparison institutions. At the same time, Messiah students are significantly
more satisfied compared to our comparison students. Analyzing Messiah students by class level,
satisfaction increases as class level increases from 5.57 for freshmen to 6.00 for seniors.

Table 3.2 — Highest Unmet Expectations
Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

There are a sufficient number of weekend
activities for students

Student disciplinary procedures are fair 6.25 | 523 | 1.02 | 598 | 487 | 1.11
Student activity fees are put to good use 6.03 | 501 | 1.02 | 6.01 | 444 | 157

582 | 468 | 1.14 | 544 | 427 | 1.17

Table 3.3 - College Strengths

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
A variety of intramural activities are offered 532 | 590 [-058 | 485 | 482 | 0.03

The student handbook provides helpful
information about campus life

526 | 541 | -015 | 566 | 515 | 0.51

The intercollegiate athletic programs

contribute to a strong sense of school spirit 523 | 533 |-010 | 521 | 443 | 078

Males and females have equal opportunities to

participate in intercoll egiate athletics 574 | 579 | -005 | 541 | 511 | 0.30

| can easily get involved in campus

o 6.16 | 593 | 0.23 | 576 | 521 | 0.55
organizations
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Table 3.4 —Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Living conditionsin the residence halls are
comfortable (adequate space, lighting, heat, 653 | 579 [ 0.74 | 6.09 | 441 | 1.68
air, etc.)
Student disciplinary procedures are fair 6.25 | 523 | 1.02 | 598 | 487 | 1.11
Residential hall staff are concerned aboutme | 16 | 584 | 032 | 564 | 488 | 0.76
asan individual
| can easlly get involved in campus 6.16 | 593 | 023 | 576 | 5.21 | 055
organizations
Table3.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
| can easlly get involved in campus 6.16 | 593 | 023 | 576 | 5.21 | 0.55
organizations
A variety of intramural activities are offered 532 [ 590 | -058 | 485 | 482 | 0.03
Residential hall staff are concerned aboutme | 16 | 584 | 032 | 564 | 488 | 0.76
asan individual
Table 3.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
There are asuifficient number of weekend 582 | 468 | 114 | 544 | 427 | 117
activities for students
The Student Center |'sac'omfor.table place for 550 | 474 | 078 | 570 | 482 | 0.88
students to spend their leisure time
Student activity fees are put to good use 6.03 | 501 | 1.02 | 6.01 | 444 | 157
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Category 4. Campus Support Services

Table4.1 - Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 5.92 5.61 0.31
Comparison Group 6.03 5.03 1.00

Campus Support Services include the library, along with its resources and staff, computer
labs, tutoring and other academic support services, career services, and the bookstore. Messiah
students see adequate library resources, quality computer labs and career services as being highly

important.

The area where students indicated the most concern is that the “ computer labs are
adequate and accessible,” athough the level of concernisrelatively low. Infact Messiah
students are typically much more satisfied with the computer |abs than students at comparison
institutions. Messiah students are least satisfied with academic support and tutoring services and

the bookstore staff.

Table 4.2 — Highest Unmet Expectations

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Computer |abs are adequate and accessible 6.30 | 553 | 0.77 | 6.31 | 480 | 151
Academic support services adequately meet
the needs of students 6.01 | 537 | 064 | 597 | 499 | 0.98
There are adequate services to help me decide 628 | 565 | 063 | 616 | 498 | 118
upon a career
Table 4.3 - College Strengths
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Bookstore staff are helpful. 527 | 551 | -024 | 5.74 | 517 | 057
Library staff are helpful and approachable 580 | 589 [-0.09 | 586 | 532 | 0.54
Tutoring services are readily available 549 | 547 | 0.02 | 590 | 521 | 0.69
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Table4.4 —Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Computer |abs are adequate and accessible 6.30 | 553 | 0.77 | 6.31 | 480 | 151
Library resources and services are adequate 6.30 | 574 | 056 | 6.25 | 473 | 152
There are adequate services to help me decide 628 | 565 | 063 | 616 | 498 | 118
upon a career
Table4.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Library staff are helpful and approachable 580 | 589 [-0.09 | 586 | 532 | 0.54
Library resources and services are adequate 6.30 | 574 | 056 | 6.25 | 473 | 152
There are adequate services to help me decide 628 | 565 | 063 | 616 | 498 | 118
upon a career
Table 4.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Academic support services adequately meet
the needs of students 6.01 | 537 | 064 | 597 | 499 | 0.98
Tutoring services are readily available 549 | 547 | 0.02 | 590 | 521 | 0.69
Bookstore staff are helpful. 527 | 551 | -0.24 | 574 | 517 | 057
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Category 5: Concern for the Individual

Table 5.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.35 5.57 0.78
Comparison Group 6.17 5.14 1.03

Students recognized the College’ s concern for them as individuals as very important (the

third-highest-important category surveyed). Students were asked to rate the care shown by

various constituent groups on campus including faculty, academic advisor, counseling staff,

residence hall staff, and the institution as awhole.

The two areas of most concern deal with: (1) The fair and unbiased treatment of
individual students by faculty; and (2) The institution as awhole showing concern for students as
individuals. One the other hand, residence hall staff and the academic advisor were the
individual s with which students were most likely to be satisfied.

Table 5.2 — Highest Unmet Expectations

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Far.:ult.y'arefalrand unbiased in their treatment 649 | 529 | 120 | 641 | 508 | 133
of individual students
.Thlis!nstltutlon shows concern for students as 646 | 534 | 112 | 634 | 522 | 1.12
individuals
Table 5.3 - College Strengths
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Residence hall staff are concerned about meas| ¢ 16 | 584 | 032 | 564 | 488 | 0.76
an individual
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Table5.4 —Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
My academic aavisor is concerned aboutmy | ¢ /g | 589 | 068 | 627 | 529 | 0.98
success as an individual.
Far;ulty 'arefalr and unbiased in their treatment 649 | 529 | 120 | 641 | 508 | 133
of individual students
.ThI.SI' nstitution shows concern for students as 646 | 534 | 112 | 634 | 522 | 1.12
individuals
Table5.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Residence hall staff are concerned about meas | ¢ 1o | 5a4 | 032 | 564 | 488 | 0.76
an individua
My academic aavisor is concerned aboutmy | ¢ /g | 589 | 068 | 627 | 529 | 0.98
success as an individual.
Faculty care about me as an individual 642 | 574 | 068 | 6.25 | 535 | 0.90
Table 5.6 —Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Far.:ult.y 'arefalr and unbiased in their treatment 649 | 529 | 120 | 641 | 508 | 1.33
of individual students
.ThI.SI' nstitution shows concern for students as 646 | 534 | 112 | 634 | 522 | 1.12
individuals
Counseling staff care about students as 607 | 537 | 070 | 595 | 493 | 1.02
individuals
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Category 6: Instructional Effectiveness

Table 6.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.43 5.64 0.79
Comparison Group 6.35 5.30 1.05

Of primary importance to Messiah studentsis the effectiveness and quality of instruction
in the classroom as well as the emphasis that the institution places on academic excellence.

Messiah students responded favorably to their ability to experience intellectua growth,
that the institution has a strong commitment to academic excellence, and the availability of

faculty outside of the classroom.

Weaknesses, or concerns, indicated by Messiah students pertained to three areas for
faculty. First, students were not satisfied with the “fair and unbiased” treatment of individual
students by faculty members. Second, Messiah students felt that they did not receive timely
feedback about their progressin agiven course. Finally, students had concerns that faculty were
not sufficiently taking into consideration individual student differences when teaching a course.

Table 6.2 — Highest Unmet Expectations

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Far;ulty are fair and unbiased in their treatment 649 | 529 | 120 | 641 | 508 | 133
of individual students
Faculty prowde timely feedback about student 634 | 517 | 117 | 624 | 501 | 1.23
progressin acourse
Faculty take into consideration student 616 | 502 | 1.14 | 613 | 488 | 1.25
differences when teaching a course
Theinstruction in my major field isexcellent | 6.68 | 5.63 [ 1.05 | 6.60 | 545 | 1.15
Table 6.3 - College Strengths
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Therg IS acommitment to academic excellence 646 | 601 | 045 | 637 | 543 | 0.04
on this campus
Ihgz able to experience intellectual growth 652 | 605 | 047 | 643 | 552 | 0,01
Faculty are usually availableafter dlassand | ¢ 37 | 589 | 048 | 635 | 556 | 0.79
during office hours
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Table 6.4 —Most mportant

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
The content of the courses within my major is 673 | 582 | 091 | 662 | 550 | 1.12
valuable
Theinstruction in my major field isexcellent | 6.68 | 5.63 [ 1.05 | 6.60 | 545 | 1.15
Negrly al of the faculty are knowledgeablein 659 | 599 | 060 | 655 | 574 | 081
their field
Table6.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Ihgz able to experience intellectual growth 652 | 605 | 047 | 643 | 552 | 0,01
Therg Is acommitment to academic excellence 646 | 601 | 045 | 637 | 543 | 0.04
on this campus
Negrly al of the faculty are knowledgeablein 659 | 599 | 060 | 655 | 574 | 01
their field
Table 6.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Faculty take into consideration student 616 | 502 | 1.14 | 613 | 488 | 1.25
differences when teaching a course
Faculty prowde timely feedback about student 634 | 517 | 117 | 624 | 501 | 1.23
progressin acourse
Far.:ult.y 'arefalr and unbiased in their treatment 649 | 529 | 120 | 641 | 508 | 1.33
of individual students
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Category 7: Recruitment and Financial Aid

Table7.1 - Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.19 5.04 1.15
Comparison Group 6.13 4.86 127

While considered important to most students, the satisfaction level in the area of
recruitment and financial aid is the lowest of any of the categories studied. Most of this concern
falls under the amount and timing of financial aid packages.

Three main areas of concern, which also are the areas of most importance, surface in this
area. First and foremost, students are very dissatisfied with the inadequate amount of financial
aid available to students (Gap score = 2.05). This dissatisfaction isworse than that of our
comparison group (Gap score = 1.73). Second, students feel that the announcement of financial
aid awardsis not in timeto be helpful in college planning. Finaly, students at Messiah indicate a
level of dissatisfaction with the helpfulness of the financial aid counselors.

The most positive, although not strong strengths, indicated by students at Messiah deal
with the admissions staff. Students indicating being moderately satisfied with the knowledge of
the admissions staff and the responsiveness of admissions counselors to prospective students
needs and requests.

Table 7.2 — Highest Unmet Expectations
Messiah

Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

Adequate financial aid is available for most 656 | 451 | 205 | 640 | 467 | 173

students

Financial aid awards are announced to

studentsin time to be helpful in college 640 | 498 | 142 | 6.22 | 470 | 152
planning

Financial aid counselors are helpful 6.16 | 495 | 1.21 | 6.17 | 482 | 1.35

Table 7.3 - College Strengths

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap

Admissions counselors respond to prospective
students’ unique needs and requests 573 | 523 | 050 | 590 | 499 | 091
Admissions staff are knowledgeable 6.11 | 547 | 064 | 6.12 | 515 | 0.97
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Table7.4—Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Adequate financial aid is available for most 656 | 451 | 205 | 640 | 467 | 173
students
Financial aid awards are announced to
studentsin timeto be helpful in college 640 | 498 | 142 | 6.22 | 470 | 152
planning
Financial aid counselors are helpful 6.16 | 495 | 1.21 | 6.17 | 482 | 1.35
Table7.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Admissions staff are knowledgeable 6.11 | 547 | 064 | 6.12 | 515 | 0.97
Admissions counselors respond to prospective
students’ unique needs and requests 573 | 523 | 050 | 590 | 499 | 091
Table 7.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Adequate financial aid is available for most 656 | 451 | 205 | 640 | 467 | 173
students
Financial aid counselors are helpful 6.16 | 495 | 1.21 | 6.17 | 482 | 1.35
Financial aid awards are announced to
studentsin time to be helpful in college 640 | 498 | 142 | 6.22 | 470 | 152
planning
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Category 8: Reqistration Effectiveness

Table 8.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.12 5.04 1.08
Comparison Group 6.14 4.94 1.20

This section had relatively few questions, but two areas of concern are prevalent. First,
Messiah students were less likely to agree that the “billing policies are reasonable.” Also, there
was a large concern that students are not able to register for needed classes with few conflicts, an
area of great importance.

Each of Messiah’'s student classes see this area as having similar importance levels.
However, asis commonly expected, underclassmen are less satisfied than upperclassmen with
their ability to get into classes, indicated by the following gap scores: Fr - 1.75; So - 1.83; Jr -
1.56; Sr - 1.09.

The only moderately strong areafor Messiah pertained to the class change (drop/add)
policies being reasonable.

Table 8.2 — Highest Unmet Expectations

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

Iamable'toreglsterforclass&slneedW|th 656 | 483 | 173 | 649 | 493 | 156
few conflicts

Billing policies are reasonable 6.09 | 449 | 160 | 6.10 | 450 | 1.60

Table 8.3 — College Strengths

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

Class change (drop/add) policies are 598 | 551 | 047 | 602 | 517 | 085
reasonable
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Table 8.4 —Most Important

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Iamable'toreglsterforclass&slneedW|th 656 | 483 | 173 | 649 | 493 | 156
few conflicts
The personnel involved in registration are 611 | 533 | 078 | 615 | 516 | 0.99
helpful
Billing policies are reasonable 6.09 | 449 | 160 | 6.10 | 450 | 1.60
Table8.5-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Class change (drop/add) policies are 598 | 551 | 047 | 602 | 517 | 085
reasonable
Table 8.6 — Least Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Billing policies are reasonable 6.09 | 449 | 160 | 6.10 | 450 | 1.60
Iamable'toreglsterforclass&slneedW|th 656 | 483 | 173 | 649 | 293 | 156
few conflicts
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Category 9: Safety and Security

Table 9.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.20 5.22 0.98
Comparison Group 6.17 4.65 152

Issues of safety and security comprised only 4 total questions of the study. At the same
time, two potential areas of concern surfaced, one pertaining to the amount of parking space and
the other the response time of security staff in emergencies. Messiah students are significantly
more satisfied than comparison students with the amount of parking space, however.

Messiah women see the issue of a quick-response security staff as being of higher
importance than men (6.60 to 6.29). At the same time, women also are more satisfied with the
college security staff’ s responsiveness (5.29 to 4.84).

Table 9.2 — Highest Unmet Expectations

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The amount of parking space on campusis

adequate 558 | 417 | 141 | 591 | 3.72 | 219

Security staff respond quickly in emergencies | 6.52 | 513 | 1.39 | 6.22 | 465 | 1.57

Table 9.3 - College Strengths

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The campusis safe and secure for all students | 6.63 | 6.13 [ 0.50 | 6.44 | 545 | 0.99
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Table 9.4 —Most Important

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The campusis safe and secure for all students | 6.63 | 6.13 | 0.50 | 6.44 | 545 | 0.99

Security staff respond quickly in emergencies | 6.52 | 513 | 1.39 | 6.22 | 465 | 157
Table9.5-Most Satisfied

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The campusis safe and secure for all students | 6.63 | 6.13 | 0.50 | 6.44 | 545 | 0.99
Table 9.6 — Least Satisfied

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

The amount of parking space on campus is 558 | 417 | 141 | 591 | 3.72 | 2.19

adequate
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Category 10: Service Excellence

Table 10.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.12 5.25 0.87
Comparison Group 6.02 4.97 1.05

Somewhat related to “ Category 5: Concern for the Individual,” questionsin this section
attempt to study how helpful and caring various faculty and staff members are to students and
how much the students are kept informed about the happenings on campus.

The helpfulness and approachableness of the library staff was applauded as exceeding
Messiah students expectations, although the satisfaction level is not abnormally high.

At the same time, Messiah students were largely dissatisfied with the competency level of
the health services staff, even more dissatisfied than students at comparison institutions. Messiah
men and women are equally “under-satisfied” with the competence of the health services staff.
Combining importance/expectations, however, women are less likely to be satisfied, illustrated
by alarger gap score (0.39 more than men).

Also, students at Messiah indicated that they were not very satisfied with the “run-
around” that they sometimes receive when seeking information on campus.

Table 10.2 — Highest Unmet Expectations
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
The staff in the health center are competent 6.24 | 444 | 1.80 | 581 | 473 | 1.08
| seldom get the "run-around” when seking | 55 | 504 | 118 | 6.18 | 457 | 161
information on this campus
Channels for expressing student complaints | 596 | 48 | 108 | 601 | 454 | 147
arereadily available
Table 10.3 — College Strengths
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Library staff are helpful and approachable 580 | 589 [-0.09 | 586 | 532 | 0.54
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Table 10.4 —Most mportant

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
The campus staff are caring and helpful 654 | 562 | 092 | 6.34 | 540 | 0.94
The staff in the health center are competent 6.24 | 444 | 1.80 | 581 | 473 | 1.08
| seldom get the "run-around” when seking | 55 | 504 | 1.18 | 6.18 | 457 | 161
information on this campus
Table 10.5—Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Library staff are helpful and approachable 580 | 589 [-0.09 | 586 | 532 | 0.54
The campus staff are caring and helpful 654 | 562 | 092 | 6.34 | 540 | 0.94
Table 10.6 — L east Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
The staff in the health center are competent 6.24 | 444 | 1.80 | 581 | 473 | 1.08
Channels for expressing student complaints | o6 | 48 | 108 | 601 | 454 | 147
arereadily available
| seldom get the "run-around” whenseking | 55 | 504 | 1.18 | 6.18 | 457 | 161
information on this campus
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Category 11: Student Centeredness

Table 11.1 — Importance vs. Satisfaction
Importance Satisfaction Gap Score
Messiah 6.35 5.44 0.81
Comparison Group 6.18 5.23 0.95

“Student Centeredness’ refers to how well the student feels he/she fits in to the campus
community as well as how good the campusis at caring for the students. In other words, are
students the College’ s highest priority and is what the college doing making the students feel “at

home” at Messiah.

Messiah students saw great importance in the student-centeredness of the college
experience. In general there are no significant strengthsin this category, athough Messiah
students, while more satisfied than comparison group students, indicate alarge gap (weakness)
between their expectation and satisfaction in two areas: (1) The institution shows concern for
students as individuals; and (2) Most students feel a sense of belonging here. Also, Messiah
students indicate a significantly higher level of importance to having a sense of belonging, and to

having an enjoyable experience on campus than comparison group students.

Table 11.2 — Highest Unmet Expectations

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

Thg |nst|tut|on shows concern for students as 646 | 534 | 112 | 634 | 522 | 1.12
individuals

Most students feel a sense of belonging here 635 | 534 | 1.01 | 588 | 513 | 0.75

Table 11.3 — College Strengths

Messiah Comparison Group

Imp. | Satis. | Gap | Imp. | Satis. | Gap

It isanen) oyable experience to be a student on 661 | 595 | 066 | 635 | 526 | 1.09
this campus

-32-




Table 11.4 —Most mportant

Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
It isanen) oyable experience to be a student on 661 | 595 | 066 | 635 | 526 | 1.09
this campus
The campus staff are caring and helpful 654 | 562 | 092 | 6.34 | 540 | 0.94
Thg [ pstltutlon shows concern for students as 646 | 534 | 112 | 634 | 522 | 1.12
individuals
Table 11.5—-Most Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
It isanen oyable experience to be a student on 661 | 595 | 066 | 635 | 526 | 1.09
this campus
The campus staff are caring and helpful 654 | 562 | 092 | 6.34 | 540 | 0.94
Table 11.6 — L east Satisfied
Messiah Comparison Group
Imp. | Satis. | Gap | Imp. | Satis. | Gap
Administrators are approachable to students 579 | 492 | 087 | 5.88 | 498 | 0.90
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